
keaso"'~f Did Not liet Phone SerVtce
• Among Those Who Never Had It, Tried to Get It and Did Not

Non-customers
~ Hispanic

ImI! mi eI ImII
% % % %

% Never had it but have tried to get it 7 7 7 9

Among this group-
R. decided not to get it 34 26 34 36

Reasons (read list) -
Could not afford it 24 26 24 32
Confused about services/costs 6 5 6 8

Phone co. wouldn't give it 60 58 60 55
Reasons (read list) -

Had outstanding balance 24 48 22 18
Did not have SS#, DL, acceptable ID 31 5 33 30
Couldn't pay deposit • 5 - 1
Other/not reported 5 5 5 8

Don't recall who decided 6 16 5 9

Project. to total-
Tried, couldn't get 4 4 4 5

Base (II) (19) (20) (26)......... ~gl7._~~ Reid""...rch Corpot'8tlon
3.13
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About Efforts to Get Phone Service (among those who have never had it) Table 3.12

Those who have never had phone service as an adult (35 % of non-customers) were asked a series of questions about their efforts
to get phone service. - - --

Responses are shown opposite.

Highlights

Most of those who have never had phone service as adults have never tried to get it (79" have not done so). Only about one in
five (21 ") of the never-had! say they have tried to get it. Most of them have done 10 recently, within the past year.

By company: Responses are the same for both companies.

By ethnlcity/nce: Amonl aU lroups, most of those who have never bad phone service have NOT tried to aet it. Differences
(shown opposite) are not statistically sipificant given the smaJI bale ...
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Ability to Get Phone Service

3 4 3· 2 2 2 4 4
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.HIIHn::=.1c__
1m .LD tI.D iIIGk WbItI

ICustomers I
Ever tried to get phone service
in CA and not b~en able to get it?

Yes

No.···(I~··.tQ·.··g~)

ImIl
0/0

YIE fa
0/0 0/0

J'
0/0 0/0 0/0 0/0 %

Base (588) (287) (211) (347) (201) (148) (112) (98)

INon-customers I
Total have tried

Have had in past (able to get)

Not had, but tried to get

Phone co. willing (able to get)

Phone co. not willing

Total able to get

72 72 72 68
65 6S 6S 59
7 7 7 9
2 3 2 4
4 4 4 5

67 68 67 63

61 78
53 68
8 10
1 8
7 2

54 76

77 78
69 76

8 2

2 *
6 2

71 76

(94)(115)(281)(571)

•••:·· •••••• ·:••.·.:i·:··i!••~.:.:•••:·i:l:.:~\~~fJij·~l_·.;:·.· •.!:···.·:i:••::.:.·•••:i;·::···•••••··i·I,'.!.:.•..•: ::••:•••·11·.·::.·:•••••·••••....•·••'_.;,,··.: .:;···.·.~2· 97
6 6 6 7 11 3 8 3

(as) (347) (205) (142)

s-:Q.StR.aa.-.1FfICI FIeld~...rch Corporat/on !!!!!!!!~~~~~
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Reasons Did Not Get Phone Service

) )

Table 3.13

Those who have tried to get phone service (21 % of the 35 % who have never had it) were asked whether they decided not to get
it or whether the phone company decided not to give it to them. -

There are only 39 non-eustomers who got to this point in the interview.

HighUghts

Three in five of the 7% who tried but did not get phone service say it wu the phone company that would not give it to them.
About one-third say they decided not to get it, mostly because they felt they could not afford it.

See Table 3.14 for how this compares to matched customen.
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Summary ofPas/Experiences with Phone Service

Non-customers
(GTE & PO combined)

(n-S71)

Not had as adult
Have had in past

Not tried to get

Tried to get

Phone co. wouldn't give it: 4%
Other: 2%

Neither phone co. or resp.
decided (otherIDK)

Phone company disconnected

R. wanted to continue: 22%
R. wanted to stop: 8%

R. decided to stop
(not phone company)

Cost reason: 11 %
Other reason: 21 %

s-:,..... FIeld ReSBllrch CorpoTllt/on !!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!~~
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Ability to Get Phone Service

Highlights

( (

Table 3.14

As shown opposite, only 3" of the current matched customers in these low teIepIIoDe penetration areas say that they have ever
tried to get phone service and been unable to get it from the phone COIIIpIIly.

In contrast, as shown on the previous page, 60% of the noa-eustomers who tried to .. phone service (7%> say they were unable
to get it from the phone company, mostly because they'" had an outl'lod', hI ce wbicb they could not payor did not
have the required identification (Social Security Number, Driver's LicenIe or other acceptable In).

To better detennine whether non-customers as a group have been less able to ...phone service whDI thq apply than their
customer counteqw1s, one needs to take into account the 6SS who have had phone service, i.e. who were, at one time, able to
get it.

When this is done, one sees that 72 % of the non-customers have tried to let it: this includes the 65S who bad it in the past plus
the 7" who have tried and were unable to get it. Of the total tries (72S), 67S were able to get it: 65" have bad plus 2"
who tried and were not turned down. This means 93" of tlIOI, """ trl«l w_ able to get it.
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Summary ofPast Experiences with Phone Serv~e among LD Hispanics

LD Hispanic Non-customers
(GTE & PH combined)

(n-205) -'

Not had as adult
Have had in past

Phone company disconnected

R. wanted to continue: 15%
. R. wanted to stop: 6%Not tried to get

Tried to get "
Phone co. wouldn't give it: 7% 'Vc.U~uA

Other: 1%

R. decided to stop
(not phone company)

Cost reason: 12%
Neither phone co. or resp. Other reason: 14%

decided (other/DK)
__:,....1.\1 FIeld "'lIBIIrch Corpotatlon !!!!!!!~~~~!!!!
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Summary of Past Experiences with Phone Service

( (

Table 3.15A

Shown opposite is a summary of past experiences with phone service among non-customers.
. .-

Higltliglatl

About two-thirds of non-customers have had phone service in the past as adults. (Mostly this is within the past year and in
California. About two in five say they had the speciIllow iDcome seMce, 18 equat_mber say they did not, i.e. had regullr
service.)

About one-third have never had phone service as adults.

Of those who have had service:

About half of this group, or 30~ of all non-eustomers, had their service disconnected by tile phone company. Most of
them, at the time, wanted to continue. Some say they wlDled to stop.

The other half decided to stop getting phone service tbemaeIveI, often for reasons not related to cost with the result that
just II ~ in total did so because of the cost.

Of those who have never had service:

Most (28~ of all non-customers) have never tried to get it.

The few who have tried to get it (7~ of all non-eustomerl) divide about equally into those who decided not to get it and
those who were unable to get it because the phone compIIIy would DOt let them have it (4~).

These data do not vary significantly by phone company.

The breakdowns by ethnicity/race follow (Tables 3.UB - 3.ISB).
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Summary ofPast Experiences with Phone Service among NLD Hispanics

NLD Hispanic Non-customers
(GTE & PB combined)

(na142) J'

Not had as adult
Have had in past

Phone company disconnected

R. wanted to continue: 27%
R. wanted to stop: 8%Not tried to get

R. decided to stop
(not phone company)

Cost reason: 15%
Neither phone co. or reap. Other reason: 22%

decided (other/DK)
S-:'IIIIIUI Reid Research Corporation~~~~~~

3.1SC

Tried to get

Phone co. wouldn't give it: 2%
Other: 8%
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Summary of Past Experiences with Phone Service among LD Hispanics

Htghlights

Table 3.15B

As shown opposite, about half of the LD Hispanics have had phone service in the past, but 47~ have not. (LD Hispanics are
notably less likely to have had phone service in the past than others: 53~ have had VI. 68 'I for NLD Hispanics, 69~ for
Blacks and 76~ for Whites.

LD Hispanics who have had phone service divide about equally into those who "ere·cIitconnected by the phone company (21 %)
and those who decided, themselves, to stop service (23'1). Among those who deeided to stop, about half cite cost as the reason
and about half cite other things (mobility mostly).
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Summary ofPast Experiences with Phone Service among Blacks

Black Non-customers
(GTE" PB combined)

(n-115)

Not had as adult
Have had in past

Not tried to get

Tried to get ,

Phone co. wouldn't give it: 6%
Other: 2%

Neither phone co. or resp.
decided (other/DK)

( (

Phone company disconnected

R. wanted to continue: 30%
R. wanted to stop: 16%

IID1'IIIPJI1lOOIID.TAIUS ._111

(



.> ) )
"

Summary of Past Experiences with Phone Service among NLD IDspanic.-s

Highlights

Tobit 3.15C

As shown opposite. the majority of NLD Hispanics have bad phone service in the put: 68~. They are more likely to have had
it than their LD Hispanic counterparts (S3~), but as likely to have bad it II B1Idra (.") ind Whites (16~).

NLD Hispanics who have had phone service divide about equally into thole who were diIcoDnected by the phone company
(35") and those who decided, themselves, to stop service (30"). Amoaa" _.decided to stop, about half cite cost as the
reason and more than half cite other reasons (often, JIIObiIitJ).
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Summary ofPast Experiences with Phone Service among Whites

White Non-customers
(GTE & PH combined)

(n-94) ...

Not had as adult __

Not tried to get

Tried to get

Phone co. wouldn't give it: 2%
Other: *%

Neither phone co. or resp.
decided (other/DK)

Have had in past

Phone company disconnected

R. wanted to continue: 20%
R. wanted to stop: 4%

R. decided to stop
(not phone company)

Cost reason: 11%
Other reason: 39%

se-:''''UI ....... Reid Research Corporation ~!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!~~~
3.15B
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Summary of Past Experiences with Phone Service among Blacks

Highlights

Table 3.15D

As shown opposite, the majority of Blacks (69%) have had phone service in the put; this is about the same as NLD Hispanics
(68") and Whites (16") but higher than LD Hispanics (SJ").

Two-thirds of the Blacks who have had phone service had it diaconnected by the phone company (46" in total). The rate of
phone company disconnects is much higher for Blacks than for IIJIpIIIics or WfIItes.
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Summary ofPaSl Experiences wIth Phone ServIce

Non-customers

YI.E fI
HIIRan::.:..1c__
1m LQ NUl IIIGk WhIttImIl

% % %. ... % 0/0 % % %

* 3.13

*

2

22 3.12

(94)

****

65 65 65 S9 53 68 69 76 3.1

30.... :.·····ji•.:..·.::::.;·:.··.!.ql!:••·:.::··.·.:,/:~~...~:" :31> (~~..... 24 3.5

22 25 22 20 15 27 30 20 3.8

8 8 8, 7 6 8 16 4
~1·!·.:.:.·.!:!II••!.·••:I·::::,:·.:..··..·.,::_.i~!:!·:;: ...·.1:::::1::·1.;..··:(;:·:··.:1::;,:·•.·:••:: .::••••••.:•.:::.:.!.'••• :•••:.:.I·~i:.: •••!•••::...•:: ••:I!!.~:I!::.: •• ·•••••• 47 3.5

11 12 10 13 12 15 5 11 3.7

21 20 21 17 14 22 13 39 3.7

6 3 6 6 8 2 6 5,
3S 3S 3S 41 47 32 31 24 3.12

.....x.::.:.:::·..::,:::::·..~:..::::::::::·:,:;I~I·:~il:: •••'.:·;:•• ;·::··!.·.:;·.:··I::·.·:·::::·:··•• •••··•..:: .•.i;·••,:'1'··:.··•.•··········:··.;,II:I:···;:·::...··:••;'··:!:··:':::·.·!·I.••• ·••·•·••·· . ··••· .•:.;.:.2. 3.12

4 4 4 5 7 2 6 2 3.13

2 3 2 2 2 * 4 *
2 * 2 2 3 2 2

Have had in past
Phorte··c..til:c:lis~Qnnected

R. wanted to continue
R. wanted to stop

R.d~•.:"·:stoP"·: .
Cost reason
Other reason

Other/don't recall
Not had in past

····::1I..i'f1.·,.::::!.:!::.·:••::'·;.•:••••,••··'::···:·•..••;••••....
PhoIie co. said no

Had outstand. bal.
No SS#/DL/ID
Could not pay deposit

R. decided not to 2 2 2 3 1 6 2
Cost reason 2 2 2 3 1 5
Other reason 1 * 1 1 1 1 2

Don't recall *.1 * 1 * 2 *
···:I'#I.:~.::_II:::I.·:•• ·· ···II::i:::i.:::;·.:.·:::ji~··::~.:.···:·._II~lt~:,: ••:,~••:·::::i:::·:=-:.:.·)··_I:· .. ',:31:,·:' ··~_)",c;i.··:·I$

Base (571) (. (.at (347) (205) (142) (115)

......... --.:aa........I7.....-et Reid Research Corportltlon !!!!!!!!!!!!~~!!!!!!!!!!!!!~~
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Summary of Past Experiences with Phone Service among Whites

Highlights

Table 3.15E

As shown opposite, 76S of Whites have had phone service in the past. This is about the same as Blacks and NLD Hispanics,
but higher than LD Hispanics.

About one-third of the Whites who have had phone service had it diJconnected by thep~ company (24S). This is lower than
found among HiIpanics or Blacks. Two-thirds of the Whites who had phone~ declded, themlelvea, to stop it. Among this
group, most of die reasons given for doing so are not related to COlt -- most cite havina to move or just no lonaer wanting it. In
this respect, too, Whites are different from the Hispanics and Blacb.
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Further Analysis of28% Who Never Had, Never Tried to Get
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Summary of Past Experiences with Phone Service

) )

Table 3.16

_.

Shown opposite is the summary of past experiences with t~e phone company by company and by ethnicity/race.

Hi,hllthts

By company: No m~or differences by company.

By ethnlclty/nc:e: lD Hispanics are less likely than others to have had phone service. Whites, Blacks and NlD Hispanics are
each about equally likely to have had phone service.

Blacks show the hiahest percentages of phone company disconnects (46~), followed by NLD Hispanics (3S~). Whites and LD
Hispanics show the lowest incidence of phone company disconnects among their respective non-customer pools.

In all cases, relatively few of those who don't have it have tried to get it.

Caveat: 1be intent of this display is to show how the total 8On-eustomer pool for each etbnicIracialpuup breaks down in tenns
of past experleftces with phone service. The reader interested in knowing, for· example, wbat percentap of those who have had
service ave bad it disconIlected by the phone company should review 1'IbIeI 3.S to 3.6.
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Further Analysis of 28% Who Never Had, Never Tried to Get Table 3.17

As indicated earlier, 35 % of non-customers have never had phone service as adults and most of them have never tried to get it.
This group, the "never had, never tried to get", represents 28% of the non-customers.

In an effort to better understand why they have never tried to get phone service, the responses of this group are compared to the
responses of all non-customers.

Highlight'

Those who have never had phone service and never tried to get it (28~ of all non-customers), as compared to an non-customers
are...

--;,.

as likely to think they could get it
less likely to plan to get it
as likely to say it is easy to call the phone company
less liIceIy to see it as inconvenient not to have service
spend less on phone calls
mate fewer caUs per week
think it would cost roughly the same to have service
are just as likely to think it would be easy to afford
are no more or less satisfied with contacts they have had with the phone company
are equally aware the pIlone company has Spanish speaking representatives
are considerably less aware of ULTS
are just as interested in having ULTS (after learning about it)
are not that different with respect to ethnicity, income, comfort in speaking English

In sumt it appears that there are two main reasons they have not tried to get phone service: they do not make as many calls or
feel they need it as much as other non-customers and they are less aware of ULTS. As a group, they find it just as easy to call
the phone company, just as easy to afford phone service and just as likely to feel they could get it as other non-customers.
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Chapter 4.0 Perceptions of, Experiences with Telephone Company and
How These Affect Whether Have Service or Not

Bxamines:

Attilude toward contacting t~ phone company (conffort)

~tion with past COntllClS

How phone company could mtIk4 II ttUI,r to g~1 phone suvlc~
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Feelings about Contacting Phone Company

Non-customers Matched Customers

Contacting phone company is-

--~__Ic__

I21II me fI Im Ul· NLD IJIGkWbb ImIl mi fa
% %% %%%%% % %%

68 68 67 85 89 85Very easy for me

Somewhat easy 11 8 11

65 56 78 71 73

12 15 8 7 10 8 6 8

15 12 15

Somewhat difficult

Very difficult

Difficult

Less than very easy

14 13 15

8 11 7

22 24 22

33 32 33

17 25 6 13 8

6 . 4 8 10 9

23 28 14 23 17

35 44 22 30 27

5

2

7

4 5

2 2

5 7

Base (571) (288) (283) (347) (205) (142) (115) (94) (566) (287) (279)

I.
~:Q."';CU7lC1 Field Research Corporation !!!!!!~~~~~
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Feelings about Contacting Phone Company

All respondents were asked how they feel about calling the telephone company.

Responses are shown opposite.

Highlights

J'

Tobit 4.1

About two-thirds of the non-customers say that calling the telephQne company ~ ·very easy· for them to do and another 11 % say
it is ·somewhat easy·. This leaves about one in five non-eustomers (22") who finds it ·difficult· to call the phone company
about services.

By company: This does not vary significantly by company.

By ethnicity/race: The majority of non-customers in each ethnic/racial group say it is somewhat or very easy for them to call
the telephone company. LD Hispanic non-customers are more likely to feel it is diffICUlt than others, although even in this group
the majority feel it would be easy to do so (percentage saying it is difficult: 28").

Compared to matched customers: While most non-customers say it would be easy to call the phone company, it is clear that
customers find it easier than non-eustomers: 93~ easy for customers vs. 79" easy for non-eustomers.

Caveat: Care should be exercised in the inferences drawn from the observed difference in ease of caIIinc among customers and
non-customers. Many of the non-eustomers have unpaid billa and it may be this that is causinl them to feel it is more difficult to
call the phone COIIIpIDy. 11Ie followi. page takes those who haVe hid their lICI'Vice diIconaected out of the base.
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p'eelings about C'ontacting Phone Company'

• by Past Experience with Phone Service

(

Non-customers Matched
Have had service Not had service Customers-

Company Respondent Tried Not
ImIl~ I1GDDId.Il Imal 1cUIIt IdId Imal

% 0/0 % % % % %

0/0 of non-customers 6S 36 29 35 7 28

Conmcting phone
•company IS-

Very easy for me 70 59 82 64 66 63 8S

Somewhat easy 10 13 6 12 16 11 8

Somewhat difficult

Very difficult

14

7

20

8

7

5

15

9

8

11

17

8

5

2



Feelings about Contacting Phone Company

o By Past Experience with Phone SelVice

Table 4.2

The table opposite shows attitudes toward calling the phone company by past experience with service. It also compares non­
customers with the matched customers.

HighUghts

While the m~ority of non-customers who have never tried to get phone service .y it would be easy for them to call the phone
company, 26" .y it would be diffICult and this is higher than one sees IIIlODI matched customers (only 7. say it would be
difficult for them to call).

Non-euatomers wlao have had service, i.e. were able to, and did, call the phone company to pi service, also express more
discomfort about calling the phone company than do matched cultOIDerI. However, amoDI thia poup, tIIiI peater diIcomfort
appears to be due almost entirely to haviol had the phone company cIiIooIMwt their service when dIley wanted to continue.
Those who temrinated service themselves feel almost u comfodIbIe about calUna the phone COIIlpUly u the matched customers.
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I<.easons Difficult/or Respondent to Call Phone Company

Non-customers Matched Customers
~anlc

IQIIl GTE fi rm .LD tW2~ ImII mEfi
% % % %-- °/0 % % 0/0 % % %

% Less than very easy to call 33 32 33 35 44 22 30 27 15 12 15

What makes it difficult (volunteered) -
Language: have to ask for
Spanish/no Spanish 19 17 19 26 30 10 1 12 12 18 11

Owe them money;
can't pay bill (c) 19 14 20 18 15 31 17 25

Can't afford it (c) 12 15 12 16 13 24 3 13 2 3 2
Ask for SSt, ID, Papers 9 5 10 14 15 10 6
On hold t~ long (s) 8 11 8 9 9 8 17 - 39 46 38
Can't pay deposit (c) 8 2 9 8 10 - 1 18
Get nowhere/not helpful (s) 8 7 8 6 8 - 21 1 10 9 11
Reps rude/don't listen (s) 7 9 6 8 10 1 3 7 7 7 7
Difficult to find right number;
confusing (8) 1 1 1 2 - 9 - - 12 6 12

Cost (c) net 34 29 34 36 . 33 47 19 44 2 3 2
Service (8) net 25 29 24 23 25 19 52 7 68 67 68

Base (183) (91) (92) (116) (84) (32) (37) (23) (73) (33) (40)
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